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Public Notice 
 

State of Maine 
Department of Health and Human Services 

Public Notice for RFP# 201506113 
STATEWIDE CRISIS TELEPHONE RESPONSE 

 
The State of Maine Department of Health and Human Services (Department) and the following divisions 
of the Department: the Office of Substance Abuse and Mental Health Services (SAMHS) and the Office 
of Child and Family Services (OCFS) have a requirement to provide Statewide Crisis Telephone 
Response.  In accordance with State procurement practices, the Department is hereby announcing the 
publication of a Request for Proposals (RFP) # 201506113 for the purchase of the aforementioned 
services. 
 
A copy of the RFP can be obtained by registering and downloading at the following website: 
http://www.maine.gov/dhhs/rfp/index.shtml or by contacting the Department’s RFP Coordinator for this 
project, Jaime C. Schorr.  The RFP Coordinator can be reached at the following email address: 
Jaime.C.Schorr@maine.gov or mailing address: 221 State Street, Augusta, ME 04333.  The Department 
encourages all interested vendors to obtain a copy of the RFP and submit a competitive proposal. 
 
A Bidders’ Conference for will be held on: August 28, 2015 at 10:00 a.m.-11:00 a.m.;  Legislative 
Committee Room #209;  Burton Cross Building 111 Sewall Street, 2nd Floor;  9 State House Station, 
Augusta ME 04333-0009. 
 
A Letter of Intent to bid shall be due on: September 28, 2015, not later than 2:00 p.m. local time 
 
Proposals must be submitted to the State of Maine Division of Purchases, located at the Burton M. Cross 
Office Building, 111 Sewall Street, 4th Floor, 9 State House Station, Augusta, Maine, 04333-0009.  
Proposals must be submitted by 2:00 pm, local time, on October 29, 2015, when they will be opened at 
the Division of Purchases’ aforementioned address.  Proposals not received at the Division of Purchases’ 
aforementioned address by the aforementioned deadline will not be considered for contract award. 

 
************************************************* 

 
 
 
 
 
 
 

http://www.maine.gov/dhhs/rfp/index.shtml
mailto:Jaime.C.Schorr@maine.gov
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State of Maine - Department of Health and Human Services 
RFP# 201506113 

STATEWIDE CRISIS TELEPHONE RESPONSE 
 
 

PART I INTRODUCTION 
 

A. Purpose  
 
The State of Maine Department of Health and Human Services (Department) and the following 
divisions of the Department: the Office of Substance Abuse and Mental Health Services (SAMHS) 
and the Office of Child and Family Services (OCFS), are seeking proposals to provide Statewide 
Crisis Telephone Response as defined in this Request for Proposals (RFP) document.  This document 
provides instructions for submitting proposals, the procedure and criteria by which the Provider(s) will 
be selected and the contractual terms which will govern the relationship between the State of Maine 
(State) and the awarded Bidder(s). 
 
B. Background 
 
The Department promotes safe, healthy and independent lives for all, while ensuring efficient and 
effective use of resources for Maine’s must vulnerable residents.  The needs of residents, patients and 
clients as individuals are central to developing and maintaining a comprehensive community mental 
health system that addresses the needs of adults, children, families and communities throughout 
Maine. 
 
The Department’s Crisis Intervention System is an essential component of the comprehensive 
behavioral health service delivery system and represents a continuum of activities that provide a 
coordinated, integrated and multidisciplinary approach to the assessment, intervention and 
stabilization of persons experiencing behavioral health crises or an acute emotional disturbance.  
Crises are often recurrent and significant resulting from a number of factors, including mental health, 
and individuals experiencing crisis may need response from professionals and/or non-professionals.   
 
Services are immediate and provided, upon request, twenty-four hours a day, seven days a week, and 
three hundred sixty five days a year (24/7/365) to all persons with a serious problem of disturbed 
thought, behavior, mood or social relationships.  The goal of the Crisis Intervention System is to 
provide the most effective service at locations other than a hospital emergency department with the 
least restrictive means to stabilize the crisis, ensure the safety of the individual or society and achieve 
outcomes consistent with an Individualized Support Plan or other mental health treatment goals of the 
person in crisis.  All components of screening, assessment, evaluation, intervention, disposition and 
referral commonly considered appropriate for the provision of emergency and crisis intervention are 
included in the Crisis Intervention System. 
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C.   Maine’s Current Crisis Intervention System 
 
Maine’s Crisis Intervention System includes the following crisis response services: mobile crisis 
outreach (Mobile), crisis stabilization unit short-term residential services (CSU), telephone 
consultation including support and referral, assessment, and short-term solution focused counseling.   
 
In 2014, there were approximately 173,000 calls received by multiple contracted providers within the 
Crisis Intervention System by individuals requesting telephone consultation.  Approximately 20,904 
calls were referred to Mobile for additional improvement and stabilization of the emotional 
disturbance.  The CSU’s are provided as a higher level of care to focus on assessment, treatment, 
stabilization and preparation to return to the community.  In 2014, there were eleven facilities for 
adults and six facilities providing short term residential treatment to children. 
 
A separate Request for Proposals is being released for Crisis Mobile Resolution and Stabilization Unit 
Services.  Please check http://www.maine.gov/dhhs/rfp/ for further information. 
 
D. Statewide Crisis Telephone Response 
 
The Statewide Crisis Telephone Response (Telephone Response) is the primary entry point to access 
the continuum of activities and services provided within the Crisis Intervention System.  The 
Telephone Response shall promote stabilization and evaluate the need for the person to receive 
additional services.  Individuals experiencing an acute emotional disturbance and requesting assistance 
shall receive an immediate crisis-oriented assessment by a Mental Health Rehabilitation Technician – 
Crisis Services Provider (MHRT-CSP).  The assessment shall be performed telephonically to triage, 
provide support and determine the appropriate level of service needed.  The Telephone Response shall 
complete the initial assessment of the person requesting assistance, stabilize and/or refer the person to: 

 
1. A telephone warmline to be provided with a welcoming, supportive consultation by trained 

peers; 
2. Other community based services; 
3. Mobile Crisis Services; or  
4. First response services (depending on the needs and safety of the caller). 

 
The Telephone Response is also an entry point for persons in crisis (adult or child), concerned persons 
in the community, professionals or non-professionals, community based providers, behavioral health 
services providers, emergency departments, psychiatric in-patient facilities, hospitals, healthcare 
providers, law enforcement and community support services.   
 
E. General Provisions 
 

1. Issuance of this RFP does not commit the Department to issue an award or to pay expenses 
incurred by a Bidder in the preparation of a response to this RFP.  This includes attendance at 
personal interviews or other meetings and software or system demonstrations, where applicable. 

2. All proposals should adhere to the instructions and format requirements outlined in this RFP and 
all written supplements and amendments (such as the Summary of Questions and Answers), 
issued by the Department.  Proposals are to follow the format and respond to all questions and 

http://www.maine.gov/dhhs/rfp/
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instructions specified below in the “Proposal Submission Requirements and Evaluation” section 
of this RFP. 

3. Bidders shall take careful note that in evaluating a proposal submitted in response to this RFP, 
the Department will consider materials provided in the proposal, information obtained through 
interviews/presentations (if any), and internal Departmental information of previous contract 
history with the Bidder (if any).  The Department also reserves the right to consider other reliable 
references and publicly available information in evaluating a Bidder’s experience and 
capabilities.  The proposal shall be signed by a person authorized to legally bind the Bidder and 
shall contain a statement that the proposal and the pricing contained therein will remain valid and 
binding for a period of 180 days from the date and time of the bid opening. 

4. The RFP and the selected Bidder’s proposal, including all appendices or attachments, shall be the 
basis for the final contract, as determined by the Department. 

5. Following announcement of an award decision, all submissions in response to this RFP will be 
considered public records available for public inspection pursuant to the State of Maine Freedom 
of Access Act (FOAA) (1 M.R.S. §§ 401 et seq.).  

6. The Department, at its sole discretion, reserves the right to recognize and waive minor 
informalities and irregularities found in proposals received in response to this RFP. 

7. The State of Maine Division of Purchases reserves the right to authorize other Departments to 
use the contract(s) resulting from this RFP, if it is deemed to be beneficial for the State to do so. 

8. All applicable laws, whether or not herein contained, shall be included by this reference.  It shall 
be Proposer’s/Vendor’s responsibility to determine the applicability and requirements of any 
such laws and to abide by them. 

 
F. Eligibility to Submit Bids 
 
Public agencies, private for-profit companies and non-profit companies and institutions are invited to 
submit bids in response to this Request for Proposals.  Bidders must have, or demonstrate the ability to 
acquire, a mental health license from the Maine Department of Health and Human Services-Division 
of Licensing and Regulatory Services.  If subcontractors are to be used, all subcontractors must also 
have, or demonstrate the ability to acquire, a mental health license from the Maine Department of 
Health and Human Services-Division of Licensing and Regulatory Services. 
http://www.maine.gov/dhhs/dlrs/Licensing/mental-health/index.html 
 
G. Contract Term 
 
The Department is seeking a cost-efficient proposal to provide services, as defined in this RFP, for the 
anticipated contract period defined in the table below.  Please note that the dates below are estimated 
and may be adjusted as necessary in order to comply with all procedural requirements associated with 
this RFP and the contracting process.  The actual contract start date will be established by a completed 
and approved contract. 
 
Contract Renewal:  Following the initial term of the contract, the Department may opt to renew the 
contract for two (2) renewal periods as identified below, subject to continued availability of funding 
and satisfactory performance. 
 
 

http://www.maine.gov/dhhs/dlrs/Licensing/mental-health/index.html
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The term of the anticipated contract, resulting from this RFP, is defined as follows: 
   

Period Start Date End Date 
Initial Period of Performance January 1, 2016 December 31, 2016 
Renewal Period #1 January 1, 2017 December 31, 2018 
Renewal Period #2 January 1, 2019 December 31, 2021 

 
H. Number of Awards 
 
The Department anticipates making one (1) award as a result of this RFP process. 
 
I. Definitions 
 
The following terms shall have the meaning indicated below as referenced in this RFP: 
  

1. Acute Emotional Disturbance (Crisis) 
A disturbance affecting a person’s ability to use effective coping skills and may threaten the 
safety of an individual or society. 
 

2. Assessment 
An integrated evaluation process used to evaluate the level of the risk to cause harm to self, 
others, property, and/or ability to care for self and shall be performed as a supportive dialogue 
with the person in crisis.  As designated by the person in crisis, the assessment can include others 
including family members, community support worker, a Department Intensive Case Manager, 
treatment providers, and/or others.  
 

3. Communication 
A telephone call, text, electronic mail, paper mailing or other communication that connects 
Telephone Response with a person requesting services from the Crisis Intervention System. 
 

4. Crisis Action Plan (Plan) 
An individualized plan designed and developed by a person receiving Crisis Intervention 
Services, with input from the Crisis Intervention System and community support to include 
immediate, actionable items to mitigate the current or future crisis (see Appendix D). 
 

5. Crisis Stabilization Unit (CSU) 
Short-term residential stabilization unit 
 

6. Department 
The State of Maine Department of Health and Human Services 
 

7. Follow-up 
A communication with the person requesting services from the Crisis Intervention System that 
focuses on the presenting crisis and any changes that have occurred for the person including 
ability to function and activities since the initial assessment. 
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8. OCFS  
The State of Maine Department of Health and Human Services Office of Child and Family 
Services. 
 

9. Grievance 
A formal written complaint regarding a violation of rights occurring while receiving mental 
health services. 
 

10. Intentional Warm Line  
A toll-free telephone resource providing support during challenges and non-crisis situations 
where callers will receive an opportunity to connect with others, support, social connection, 
assistance with referrals to community resources, and recovery programs. 
 

11. MaineCare 
Maine Medicaid 
 

12. MaineCare Benefits Manual (MCBM) 
The State of Maine Department of Health and Human Services Chapter 101 (formerly Maine 
Medical Assistance Manual) (http://www.maine.gov/sos/cec/rules/10/ch101.htm) 
 

13. Mental Health Rehabilitation Technician-Crisis Service Provider (MHRT-CSP) 
An individual certified to provide Crisis Resolution Services to adults and children in Maine.  
(http://muskie.usm.maine.edu/cfl/MHRTCSPOverview.html)  
 

14. Person in Crisis 
An adult or child experiencing an acute emotional disturbance, disturbed thought, behavior or 
mood that may lead to an emotional disturbance and/or concern for safety of an individual or 
society. 
 

15. Referral 
Act of referring the person in crisis to:  outpatient assessment/treatment, community support 
services, continued mental health work with community support worker, Department intensive 
case manager, other treatment providers, evaluation for hospitalization, and/or other appropriate 
resources. 
 

16. SAMHS 
The State of Maine Department of Health and Human Services Office of Substance Abuse and 
Mental Health Services. 
 

17. SAMSHA 
The Federal Substance Abuse and Mental Health Services Administration. 
 

18. Strength-Based Plan 
In a strengths-based approach, Providers partner with the individual in need of services in a 
manner which honors the unique strengths the individual possesses, building upon those existing 
strengths and solutions that the individual him/herself identifies. This approach validates that the 

http://www.maine.gov/sos/cec/rules/10/ch101.htm
http://muskie.usm.maine.edu/cfl/MHRTCSPOverview.html
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individual’s customs and traditions are respected and can be incorporated into planning for 
services which are natural and reflective of the individual’s culture. 
 

19. Telephone Communication 
A telephone call initiated by a person in crisis, concerned person in the community, professional 
or non-professional, community based provider, behavioral health services provider, emergency 
department, psychiatric in-patient facility, hospital, healthcare provider, law enforcement and/or 
community support services. 
 

20. Triage 
A classification process to determine the degree of urgency of treatment needed for the person in 
crisis and prioritize the most appropriate level of care based on the determination. 
 

21. Warm-Hand Off 
An introduction and transfer of the person requesting crisis assistance to the next appropriate 
level of care through a multi-party telephone call.  The introduction shall include a summary of 
the crisis situation by Telephone Response and clarified for accuracy and understanding by the 
receiver and/or the person in crisis.    
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PART II  SCOPE OF SERVICES TO BE PROVIDED  
 

A. General  
 

The Department is seeking proposals for a single statewide telephone call center to serve as a primary 
point of entry into the Crisis Intervention System.  Telephone response will provide services 24/7/365.  
Bidders must demonstrate how the following will be provided and incorporated into the Telephone 
Response: 

 
1. SAMHSA’s “Core Elements in Responding to a Mental Health Crisis” (see Appendix C or 

hyperlink: Practice Guidelines: Core Elements in Responding to Mental Health Crises); 
2. Focus on the person(s) in crisis comprehensively to provide services in the least restrictive, most 

effective manner; 
3. Develop a Strength-Based Plan that focuses on the stabilization of the person(s); 

 
The Office of Aging and Developmental Disability Services (OADS) maintains a separate Crisis 
Intervention System to meet the needs of the aging and developmentally disabled.  The Telephone 
Response shall be the gateway to the OADS Developmental Services Crisis team.   

 
B. Requirements 

 
1. Establish and Maintain a Statewide Crisis Telephone Response 

 
a. Establish and maintain a telephone call center in one physical location with adequate 

capacity to respond and provide immediate crisis intervention 24/7/365 to all requesting 
persons.   

b. One toll-free telephone number shall be implemented and designated for all persons to 
contact the Telephone Response at the cost of the successful Bidder.  The cost of the toll-
free telephone number during the term of any resulting agreements including any costs 
accrued, due or owed as of the date of termination or expiration of any agreement (e.g. – 
taxes, penalties, fines, etc.) shall be the responsibility of the successful Bidder. 

c. The Awarded Bidder shall also provide a referral telephone number to other Statewide 
Crisis Intervention Service providers (e.g. – Crisis Mobile Resolution and Crisis 
Stabilization Units) for all individuals seeking services who did not contact Telephone 
Response first.  Statewide Crisis Intervention Service providers shall contact the referral 
telephone number provided and Telephone Response shall begin the process for assessing 
the individual.   

d. The Telephone Response shall provide capacity to answer communication from persons 
through a variety of sources including, but not limited to: 

 
i. Telephone Communication 

ii. Voicemail 
iii. Electronic mail 
iv. SMS text 
v. Relay communication 

vi. Telecommunication for the deaf (TTY) 

http://store.samhsa.gov/shin/content/SMA09-4427/SMA09-4427.pdf
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e. All telephone communication shall be answered by a live person within six rings.  Bidders 

shall propose a reasonable time to respond to other methods of communication.   
f. The successful Bidder shall utilize translation and/or interpretation services and electronic 

communication devices (e.g. telecommunications device for the deaf (TDD)) to ensure the 
ability to communicate with all persons.  An interpreter must be linked into the telephone 
communication seamlessly without the need to disconnect the caller or make an additional 
telephone call. 

g. Each communication will be documented regarding the reason for the communication, 
steps taken, disposition, outcome, referrals, demographics and billing information.   

 
2. Telephone Response Technology 

 
a. The Telephone Response shall have the technological capability to meet all requirements 

set forth within this RFP and must allow for increases and/or decreases in call volume.  The 
technology and functionality should be minimally comparable to: AVAYA model 9608 
phones and the AVAYA Call Management System (CMS) for monitoring/reporting and 
include the following features: iAssist Call Back Manager which allows clients hang up 
and hold their place in line or get a scheduled call back; ability to monitor staff calls in real 
time and record telephone communication as needed;  Interactive Voice Response (IVR) 
and chat software that will filter thru the CMS software; and a workforce performance tool 
for forecasting or complex monitoring functionality.  The phone system requirements in 
Real-Time, Historical and Integrated System should, at the very minimum, include the 
following: 

 
i. Instant messaging between staff; 

ii. Document, record and preserve caller information; 
iii. Develop, maintain and preserve a record of the Individual in Crisis with up-to-

date information including the following: nature of call, assessment outcome, 
recommendations/referral, action plan and follow up; 

iv. Track, document and compile data for internal and external reports as identified 
below and within this RFP; 

v. Monitor telephone calls using remote listening and/or telephone call recording 
telephone features that can be used as a tool for training/supervision; 

vi. Number of calls received (total calls made into call center) by day, week, month, 
year; 

vii. Number of calls answered (total calls that connect to a staff person); 
viii. Number of calls abandoned (calls that are hung up before connecting to a staff 

person); 
ix. Average speed to answer (how long the caller waits before connecting with a 

person and number of rings to answer the call by Telephone Response); 
x. Average speed to abandon (how quickly a caller hangs up before reaching a 

person); 
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xi. Calls answered per staff person per month (total calls answered divided by the 
call center’s staffing that month); 

xii. Monitor calls in queue; 
xiii. Monitor staff status (Login and Aux out time); 
xiv. Real time staff status report; 
xv. Staff attendance report daily, weekly, monthly; 

xvi. Staff aux out report daily, weekly, monthly; 
xvii. Historical busy hour report; 

xviii. Historical call profile daily; 
xix. Historical call profile weekly; and 
xx. Historical call profile monthly. 

 
3. Provide Crisis Intervention Services 

 
a. The successful Bidder shall, with the input of the person in crisis, determine the most 

appropriate, least restrictive and most effective support and intervention.   
b. A problem solving intervention model (for example: Farberow, Heiling & Litman, 1968) 

protocol shall be developed and implemented that includes: 
 

i. Establishing a rapport with the person in crisis or person requesting assistance; 
ii. Defining the crisis including assessing the risk of suicide and/or danger to others; 

iii. Exploring affect including reducing anxiety and other affects that block the ability 
to problem solve; 

iv. Exploring the coping skills of the person in crisis; and 
v. Developing alternatives for addressing the crisis. 

 
c. The following services shall be included in the awarded Agreement to determine the most 

effective intervention: 
 

i. Assessment:  Evaluate the risk to cause harm for the person in crisis including 
harm to self, others, property and/or ability to care for self.  In the event an 
individual is determined to be suicidal and/or a danger to others, immediate 
interventions shall be provided including referral to Mobile, first responders (e.g. 
– police, ambulance, etc.) and other immediate response as appropriate. 

ii. Triage:  Determine the degree of urgency of treatment needed for the person in 
crisis and prioritize the most appropriate level of care based on the determination. 

iii. Problem Solving:  Provide support interventions and problem solving to assist the 
person to remain in the community environment. 

iv. Action/Safety Plan:  Develop a Crisis Plan (as applicable) for the person in crisis 
that includes immediate action steps to minimize the crisis and provide support to 
cope or manage the crisis. 

v. Referral:   
 

a) Upon receiving permission from the requesting person, refer to the next 
most appropriate level of care including, but not limited to: 1) adult 
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telephone warmline, 2) Mobile Response, 3) emergency first responders, or 
4) community based service providers.  

b) The referral of the requesting person must be a smooth and efficient process.  
All referrals shall be conducted in a minimum amount of time while 
ensuring the needs of the caller are addressed timely and efficiently. 

c) The referral process should promote comfort with the caller, and the 
Telephone Response shall note the accessibility and goal of the next most 
appropriate level of care.   

d) The caller shall not be disconnected from the Telephone Response or the 
receiving referral service during the referral process.  The chain of referral 
must be as simple as possible for the caller without the need to disconnect or 
calling the next level of care directly.   

e) The successful Bidder shall develop and implement procedures to refer to 
the Mobile provider closest geographically or closest in response time to the 
person in crisis.  The Department shall provide a list of all contracted 
Mobile providers. 

 
vi. Ongoing Support:  Provide ongoing support and back-up until Mobile Response 

can provide on-scene services. 
vii. Warm Hand-Off:  Introduce and transfer the person requesting crisis to the next 

appropriate level of care through a multi-party telephone call.  The introduction 
shall include a summary of the crisis situation by Telephone Response and 
clarified for accuracy and understanding by the receiver and/or the person in 
crisis.   

viii. Resolution:  Stabilize the person in crisis and/or accomplish the appropriate crisis 
intervention whereby the person in crisis can identify the crisis has been resolved. 

ix. Resources:  Provide information regarding Crisis Intervention Services and 
resources available in the community sufficient to connect the adult or child with 
the most appropriate and accessible resources. 

 
d. The resulting awarded Agreement will not include any Follow-Up with the person in crisis 

or other persons requesting Crisis Intervention Services. 
 

4. Staffing  
 

a. The successful Bidder shall staff the Telephone Response to meet all minimum 
requirements set forth within this RFP.   

b. All staff providing Crisis Intervention Services as provided within this RFP must be 
certified as a Mental Health Rehabilitation Technician/Crisis Services Provider 
(MHRT/CSP).  (See http://muskie.usm.maine.edu/cfl/MHRTCSPOverview.html for further 
details) 

c. Supervisors/managers of MHRT/CSP’s must be clinicians as defined in the MaineCare 
Member Benefits Manual 65.02-9 (http://www.maine.gov/sos/cec/rules/10/ch101.htm) and 
must be physically present at the Telephone Response.   

 
 

http://muskie.usm.maine.edu/cfl/MHRTCSPOverview.html
http://www.maine.gov/sos/cec/rules/10/ch101.htm
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5. Media Campaign and Education 
 

a. Telephone Response shall provide ongoing education and media campaign for the public to 
promote Telephone Response use by the general public and those likely to need Crisis 
Intervention Services.  Bidders should respond in detail regarding a plan for ongoing 
education and media campaign.  

 
6. Reporting 

 
The successful Bidder shall submit monthly reports for the key service metrics identified below 
in accordance with the specifications of the Department: 

 
a. Reason for Call; 
b. Average speed of response; 
c. Average time to abandon; 
d. Average handle time; 
e. Average talk time; 
f. Abandonment rate; 
g. Billable Service(s) including start time, end time, and any additional record keeping 

requirements in accordance and consistent with the MCBM; 
h. Number of calls received and answered in a defined period; 
i. Average wait time in queue for callers in a defined period (Average Speed of Answer); 
j. Number of calls abandoned in a defined period; 
k. Number of calls placed on hold in a defined period; 
l. Average hold time in a defined period; 
m. Complaints received; 
n. Type of communication used; 
o. Disposition; 
p. Number of individual repeat callers that have an active Plan to limit calls; 
q. Number of calls referred to the OADS developmental team by district; 
r. Number and details (district, date and time, crisis worker) of pager contacts to the OADS 

developmental services crisis teams that were not responded to within 15 minutes; 
s. Grievances filed and disposition. 

 
7. Payment and Performance Bonds 

 
a. For each contract period, the successful Bidder shall obtain and maintain a payment bond, 

issued by a surety company listed in the Federal Registry of Surety Companies and 
licensed to conduct business in the State of Maine, in an amount equal to ten percent (10%) 
of the estimated annual contract amount.  The successful Bidder shall submit an executed 
payment bond to the satisfaction of the Department prior to, or at the time of, execution of 
the resulting Agreement and again at the time of any renewal.  The successful Bidder shall 
not begin performance under the resulting Agreement until it secures the payment bond. 

b. In addition, for each contract period, the successful Bidders shall obtain a performance 
bond, issued by a surety company listed  in the Federal Registry of Surety Companies and 
licensed to conduct business in the State of Maine, in an the amount equal to ten percent 
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(10%) of the estimated annual contract amount.  The successful Bidder shall submit an 
executed performance bond to the satisfaction of the Department prior to, or at the time of, 
execution of the resulting Agreement and again at the time of any renewal.  The successful 
Bidder shall not begin performance under the resulting Agreement until it secures the 
performance bond.   

 
8. Operations Manual 

 
a. An operations manual (Manual) shall be developed and implemented detailing all policies 

and procedures to be used to provide Crisis Intervention Services as detailed in this RFP.  
The Manual will be available, provided and agreed upon by the Department prior to the 
initial period of performance. 

b. The Manual will be considered a living document and alterations may be made as needed 
to successfully operate.  All material changes must be approved by the Department prior to 
implementation.  Additionally, the Department may require modifications to the Manual 
which must be incorporated within ten (10) business days of receipt.  

c. The Manual shall also be provided to all staff and incorporated into staff training.   
d. The table of contents of the manual, at a minimum, must be included in all proposals. 

 
9. Emergency “Back-Up” Plan 

 
a. A comprehensive emergency back-up plan shall be developed and implemented to ensure 

services are provided 24/7/365 in the event of a communication disruption. 
 

10. Implementation - Work Plan 
 

a. Provide a realistic work plan for the implementation of the program through the first 
contract period.  Display the work plan in a timeline chart.  Concisely describe each 
program development and implementation task, the month it will be carried out and the 
person or position responsible for each task.  If applicable, make note of all tasks to be 
delegated to subcontractors. 

 
11. Quality Assurance 

 
a. The successful Bidder must provide a detailed quality assurance plan indicating how it will 

ensure that every person requesting Crisis Intervention Services receives an MHRT/CSP 
who possesses and demonstrates sufficient knowledge and customer service skills.  The 
plan shall detail how the successful Bidder will ensure data accuracy and privacy protection 
as required by HIPAA and demonstrate how any deficiencies in performance, both 
quantitative and qualitative, will be responded to.  The plan shall detail methodologies by 
which agents of the Department may audit live calls.  

 
12. Continuous Quality Improvement 

 
a. The successful Bidder must maintain and implement a continuous quality improvement 

plan that utilizes Crisis Services data to improve operations and services provided within 
this RFP.  The plan shall be developed in accordance with Department specifications and 
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approved by the Department.   
 

13. General Requirements 
 

a. The successful Bidder shall relinquish ownership to the Department of all toll free 
telephone numbers and electronic mail addresses upon termination or expiration of any 
agreements resulting from this RFP.  All toll free telephone numbers and electronic mail 
addresses shall be established in such a way as to ensure that the Department’s continued 
use shall not be interrupted, impeded, or cost the Department additional funding in the 
event an agreement expires or is terminated. 

b. All policies and procedures, including the Manual, shall be made available and provided to 
the Department and all interested parties within. 

c. The successful Bidder will be considered a mandated reporter as dictated by Maine law to 
report suspected abuse, neglect or exploitation of an adult if they believe the adult is 
incapacitated or dependent. Maine law also states that certain people must report to the 
Department if they know or have reasonable cause to suspect that a child has been or is 
likely to be abused or neglected.  (See: 
http://www.mainelegislature.org/legis/statutes/22/title22sec3477.html and/or 
http://www.mainelegislature.org/legis/statutes/22/title22sec4011-A.html)  

d. The successful Bidder will comply with all confidential provisions and requirements set 
forth in this RFP and maintain all protected Health Information in accordance with the 
Health Insurance Portability and Accountability Act (HIPAA). 

e. All records must be kept for a minimum of five years. 
 

C. Performance Based Contracting 
 

The Department is committed to securing services that are the highest quality, delivered in an effective 
and efficient manner, and have clearly measurable outcomes.  State law requires that services 
contracted for by the Department of Health and Human Services be “performance-based.”  The Maine 
State Legislature defines performance contracting as: 
 
An agreement for the purchase of direct client services employing a client-centered, outcome-oriented 
process that is based on measurable performance indicators and desired outcomes and includes the 
regular assessment of the quality of services provided. 
 
The intent is to focus on the improvement of outcomes (results) for the persons who use the services 
rather than outputs (levels of effort) by SAMHS or OCFS.  The goals and measures the Department 
has developed for all Crisis Intervention Services that are the subject of this Request for Proposals 
(RFP) are identified below in each service section.  Proposals will be evaluated for the degree of 
responsiveness in meeting these desired goals and outcomes. 

 
Goal:  To provide a recovery focused Statewide Crisis Telephone Response (24/7/365) as a point of 
entry for Crisis Intervention Services that allows for the following: 

 
1. Persons will receive intervention services on behalf of themselves or for another person in crisis; 
2. Persons will be connected to community based services; 

http://www.mainelegislature.org/legis/statutes/22/title22sec3477.html
http://www.mainelegislature.org/legis/statutes/22/title22sec4011-A.html
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3. Suicidal persons will receive immediate intervention services and are linked to further Crisis 
Intervention Services to receive the most appropriate level of care. 

 
Performance Standards: 

 
1. Agreed upon actions are developed with persons who call the Telephone Response; 
2. One hundred percent (100%) of persons who are assessed and determined to be suicidal will be 

referred to the next appropriate level of care. 
 

Performance Contract Measures: 
 

1. Eighty percent (80%) of monthly telephone calls result in the person knowing the immediate 
next steps to take to address their personal well-being as measured by brief interview at the end 
of the call. 

2. Fewer than two percent (2%) of monthly telephone calls that are in the queue are abandoned. 
3. Ninety-five percent (95%) of monthly telephone calls are answered within six (6) rings. 

 



 

State of Maine RFP# 201506113 17 

PART III KEY RFP EVENTS 
 

A. Timeline of Key RFP Events 
 

Event Name Event Date and Time 
Bidders’ Conference August 28, 2015 at 10:00 a.m. 
Due Date for Receipt of Written Questions September 4, 2015 at 5:00 p.m., local time 
Due Date for Letter of Intent September 28, 2015 at 5:00 p.m., local time 
Due Date for Receipt of Proposals October 29, 2015 at 2:00 p.m., local time 
Estimated Contract Start Date (subject to change) January 1, 2016 

 
B. Bidders Conference 
 
The Department will sponsor a Bidders’ Conference concerning this RFP beginning at the date and 
time shown in the timeline above.  The Bidders’ Conference will be held on August 28, 2015 at 10:00 
a.m.-11:00 a.m. at the Legislative Committee Room #209; Burton Cross Building 111 Sewall Street, 
2nd Floor; 9 State House Station, Augusta ME 04333-0009. 
 
The purpose of the Bidders’ Conference is to answer and/or field questions, clarify for potential 
Bidders any aspect of the RFP requirements that may be necessary and provide supplemental 
information to assist potential Bidders in submitting responses to the RFP.  Although attendance at the 
Bidders’ Conference is not mandatory, it is strongly encouraged that interested Bidders attend. 
 
C. Questions 
 

1. General Instructions: 
a. It is the responsibility of each Bidder to examine the entire RFP and to seek clarification in 

writing if the Bidder does not understand any information or instructions. 
b. Questions regarding the RFP must be submitted in writing and received by the RFP 

Coordinator listed on the cover page of this RFP document as soon as possible but no later 
than the date and time specified in the timeline above. 

c. Questions may be submitted by e-mail and include the RFP Number and Title in the subject 
line.  The Department assumes no liability for assuring accurate/complete/on time e-mail 
transmission and receipt. 

d. Be sure to refer to the page number and paragraph within this RFP relevant to the question 
presented for clarification, if applicable. 

 
2. Summary of Questions and Answers: Responses to all substantive and relevant questions will 

be compiled in writing and distributed to all registered, interested persons by e-mail no later than 
seven (7) calendar days prior to the proposal due date.  Only those answers issued in writing by 
the RFP Coordinator will be considered binding.  The Department reserves the right to answer or 
not answer any question received. 

 
D. Letter of Intent to Bid 

 
1.  Letter of Intent Due: Bidders interested in submitting a proposal are required to submit a Letter 
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of Intent to Bid.  Letters of Intent must be submitted and received by the RFP Coordinator listed 
on the cover page of this RFP document as soon as possible, but no later than the date and time 
specified in the timeline specified in Part III.A.   
 
PLEASE NOTE:  Failure to submit a Letter of Intent to Bid in accordance with the specifications 
and timeline in this RFP will automatically result in disqualification from the bidding process.  
There are no exceptions for postmarks.  The Department will not accept proposals from Bidders 
unless they have submitted a Letter of Intent.  Sending an item by either Certified or Return 
Receipt Requested may not validate receipt at the specified address by the stated deadline.   

 
2. Content: The Letter of Intent should be no more than two (2) pages in length, on official 

business stationary and include the following:  
 

a. RFP number, RFP title and specific service area; 
b. Legal business name of the bidding organization; 
c. Complete mailing address; 
d. Chief Executive and Contact Person; 
e. Telephone and email address for person(s) listed in d (above); 
f. Brief description of Bidders experience and ability to perform work required; 
g. Signature of a person authorized to enter into contractual agreements with the Department on 

behalf of the organization (i.e. a Chief Executive, as identified above). 
 

3. Submission: Letters of Intent may be sent regular mail or e-mail.  Bidders are responsible for 
allowing adequate time for delivery.  The Department assumes no liability for assuring 
accurate/complete email transmission and receipt.   

 
E. Submitting the Proposal   

 
1. Proposals Due: Proposals must be received no later than October 29, 2015 at 2:00 p.m. local 

time, on the date listed in the timeline above, at which point they will be opened.  Proposals 
received after the 2:00 p.m. deadline will be rejected without exception. 

 
2. Mailing/Delivery Instructions: PLEASE NOTE: The proposals are not to be submitted to the 

RFP Coordinator at the requesting Department.  The official delivery site is the State of Maine 
Division of Purchases (address shown below).   
a. Only proposals received at the official delivery site prior to the stated deadline will be 

considered.  Bidders submitting proposals are responsible for allowing adequate time for 
delivery.  Proposals received after the 2:00 p.m. deadline will be rejected without exception.  
Postmarks do not count and fax or electronic mail transmissions of proposals are not 
permitted unless expressly stated in this RFP.  Any method of hardcopy delivery is 
acceptable, such as US Mail, in-person delivery by Bidder, or use of private courier services. 

  b.  The Bidder must send its proposal in a sealed package including one (1) original and six (6) 
copies of the complete proposal.  Please clearly label the original.  One electronic copy of the 
proposal must also be provided on CD or flash drive with the complete narrative and 
attachments in MS Word format.  Any attachments that cannot be submitted in MS Word 
format may be submitted as Adobe (.pdf) files. 
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  c. Address each package as follows (and be sure to include the Bidder’s full business name and 
address as well as the RFP number and title): 

 

  Bidder Name/Return Address 
 
         Division of Purchases 
         Burton M. Cross Building, 4th Floor   
         111 Sewall Street 
         9 State House Station 
         Augusta ME 04333-0009 
          
         Re: RFP# 201506113 
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PART IV  PROPOSAL SUBMISSION REQUIREMENTS 
 
This section contains instructions for Bidders to use in preparing their proposals. The Bidder’s proposal 
must follow the outline used below, including the numbering and section and sub-section headings as 
they appear here.  Failure to use the outline specified in this section or to respond to all questions and 
instructions throughout this document may result in the proposal being disqualified as non-responsive or 
receiving a reduced score.  The Department and its evaluation team for this RFP have sole discretion to 
determine whether a variance from the RFP specifications should result in either disqualification or 
reduction in scoring of a proposal.  Rephrasing of the content provided in this RFP will, at best, be 
considered minimally responsive. The Department seeks detailed yet succinct responses that 
demonstrate the Bidder’s experience and ability to perform the requirements specified throughout this 
document. 
 

A. Proposal Format 
 

1. For clarity, the proposal should be typed or printed.  Proposals should be single-spaced with 1” 
margins on white 8 ½” x 11” paper using a font no smaller than 12 point Times New Roman or 
similar. 

2. All pages should be numbered consecutively beginning with number 1 on the first page of the 
narrative (this does not include the cover page or table of contents pages) through to the end, 
including all forms and attachments.  For clarity, the Bidder’s name should appear on every 
page, including Attachments.  Each Attachment must reference the section or subsection number 
to which it corresponds. 

3. Bidders are asked to be brief and to respond to each question and instruction listed in the 
“Proposal Submission Requirements” section of this RFP.  Number each response in the 
proposal to correspond to the relevant question or instruction of the RFP.  The proposal should 
be limited to a maximum total of 40 pages.  Pages provided beyond the aforementioned 
maximum amount will not be considered during evaluation. 

4. The following proposal elements, if applicable/requested, will not be counted as part of the 
maximum total number of pages allowed for the proposal: proposal cover page, table of contents, 
financial forms, any required attachments, appendices, or forms provided by the Department in 
the RFP, organizational charts, job descriptions, or staff résumés.  

5. The Bidder may not provide additional attachments beyond those specified in the RFP for the 
purpose of extending their response.  Any material exceeding the proposal limit will not be 
considered in rating the proposals and will not be returned.  Bidders shall not include brochures 
or other promotional material with their proposals.  Additional materials will not be considered 
part of the proposal and will not be evaluated. 

6. Include any forms provided in the application package or reproduce those forms as closely as 
possible.  All information should be presented in the same order and format as described in the 
RFP. 

7. It is the responsibility of the Bidder to provide all information requested in the RFP package at 
the time of submission.  Failure to provide information requested in this RFP may, at the 
discretion of the Department’s evaluation review team, result in a lower rating for the incomplete 
sections and may result in the proposal being disqualified for consideration. 

8. Bidders should complete and submit the proposal cover page provided in Appendix A of this 
RFP and provide it with the Bidder’s proposal.  The cover page must be the first page of the 
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proposal package.  It is important that the cover page show the specific information requested, 
including Bidder address(es) and other details listed.  The proposal cover page shall be dated and 
signed by a person authorized to enter into contracts on behalf of the Bidder.  

 
B. Appeal Deposit 
 
Each Bidder of this RFP must provide a deposit in the amount of $5,000.00 to offset expenses incurred 
by the State of Maine during the award process.  This deposit must be payable to the “Treasurer of the 
State of Maine” in the form of a certified, cashier’s or teller’s check. 
 
In the event the award process for this RFP involves a hearing of appeal, expenses will be assessed if 
the appeal request is found to be without merit or the hearing of appeal results in a validation of the 
Department’s award.  Otherwise, deposits are refundable to all Bidders. 
 
Bidders are to complete Appendix E and submit that form with the appeal deposit check in a sealed 
envelope clearly marked “Appeal Deposit” with their proposal. 
 
For the purposes of this Section, failure of the State of Maine to award a contract as a result of this 
RFP does not constitute grounds for assessing expenses. 
 
C. Proposal Contents  

 
Section I   Organization Qualifications and Experience  
 

1. Overview of the Organization 
a. Present a detailed statement of qualifications and summary of relevant experience.  If 

subcontractors are to be used, provide a list that specifies the name, address, phone number, 
contact person, and a brief description of the subcontractors’ organizational capacity and 
qualifications. 

b. Attach a list of the current Board of Directors or other governing body whose membership 
represents the area served.  Include full names, addresses, and identify the officers of the 
Board (i.e., Chair, Vice-Chair, Secretary, Treasurer, etc.). 

c. Attach a list of all current litigation in which the Bidder is named and a list of all closed 
cases in which Bidder paid the claimant either as part of a settlement or by decree. For 
each, list the entity bringing suit, the complaint, the accusation, amount, and outcome. 

 
2. Organization Location and Licensure 

a. Address of the corporate headquarters. Also, describe the current or proposed location 
where services will be provided or from which the contract will be managed. 

b. Attach a copy of the Bidder’s Articles of Incorporation.  If legally incorporated in the State 
of Maine or other jurisdiction, attach a copy of your organization’s attested Articles of 
Incorporation.  Specifically, this would usually be Form MBCA-6 (For-Profits) or Form 
MNPCA-6 (Non-Profits) from the Secretary of State. Also acceptable for non-profits: a 
copy of authorization from the Federal Department of the Treasury, certifying Exemption 
under Section 501(c)(3) of the Internal Revenue Code. Public non-profit organizations may 
provide certification on appropriate agency letterhead, signed by a public official 
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authorized to enter into contracts on behalf of the public entity.  If applying for corporate 
status, attach a copy of your organization’s application for incorporation, i.e., unattested 
copy of your organization’s Articles of Incorporation. 

c. Attach documentation of all applicable Maine licensure requirements (or any specific 
credentials required). 

d. Attach a certificate of insurance on a standard Acord form (or the equivalent) evidencing 
the Bidder’s general liability, professional liability and any other relevant liability 
insurance policies that might be associated with this contract. 

 
3. Organizational Experience: Briefly describe the history of the Bidder’s organization, 

especially regarding skills pertinent to the specific work required by the RFP and any special or 
unique characteristics of the organization which would make it especially qualified to perform 
the required work activities.  Include similar information for any subcontractors. 

 
4. Description of Experience with Similar Projects  

a. Provide a description of five projects that occurred within the past five years which reflect 
experience and expertise needed in performing the functions described in the “Scope of 
Services” portion of this RFP.  For each of the five examples provided, a contact person 
from the client organization involved should be listed, along with that person’s telephone 
number.  Please note that contract history with the State of Maine, whether positive or 
negative, may be considered in rating proposals even if not provided by the Bidder. 

b. If the Bidder has not provided similar services, note this, and describe experience with 
projects that highlight the Bidder’s general capabilities.   

 
5. Key Personnel and Qualifications 

a. Attach a project organization chart indicating key staff for this Service including staff 
functions and reporting relationship to other elements of the Bidder’s organization. 

b. The Bidder shall identify key positions with sufficient operational authority to act as direct 
contacts to the Department.  At a minimum, the Bidder shall identify a project lead 
position.  This position must be dedicated full time to the resulting Agreement and may not 
be a shared resource for at least the first six months of operation.  The Bidder must also list 
which project staff will be transitional (if any) or permanent.  Attach résumés and/or job 
descriptions consistent with the organization chart requested above. 

c. Attach a staffing plan which is to include information on the Bidder’s plan for training 
employees, including initial training curriculum, as well as ongoing training.  The Bidder 
should discuss any plans to cross train staff in multiple business areas. 

 
6. Financial Stability 

a. The Bidder must demonstrate adequate financial resources for performance of the contract 
or the ability to obtain such resources.  This includes demonstrating the Bidder’s ability to 
obtain payment and performance bonds as required.    

b. Attach copies of the Bidder’s audited financial statements for three most recent years, 
including, but not limited to (as applicable):  

i. American Institute of Certified Accountants Statements on Auditing Standards 
(SAS) No. 70 Service Organizations) audit; 

ii. Federal A-133 Single Audit; and 
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iii. Maine Uniform Accounting and Audit Practices for Community Agencies (MAAP) 
audit. 

  
Section II   Proposed Services  

  
1. Services to be Provided: Discuss the Scope of Services referenced above in Part II of this 

RFP and what the Bidder will offer.  Give particular attention to describing the methods and 
resources you will use and how you will accomplish the tasks involved.  If subcontractors are 
involved, clearly identify the work each will perform.  

 
Section III   Cost Proposal 
  

1. General Instructions 
a. The Bidder must submit a cost proposal that covers the entire period of the contract, 

including any optional renewal periods.  Please use the expected contract start date of 
January 1, 2016 and an end date of December 31, 2016 in preparing this section. 

b. The cost proposal shall include the costs necessary for the Bidder to fully comply with the 
contract terms and conditions and RFP requirements. 

c. Failure to provide the requested information and to follow the required cost proposal 
format provided in Appendix B may result in the exclusion of the proposal from 
consideration, at the discretion of the Department. 

d. No costs related to the preparation of the proposal for this RFP or to the negotiation of the 
contract with the Department may be included in the proposal.  Only costs to be incurred 
after the contract effective date that are specifically related to the implementation or 
operation of contracted services may be included. 
 

2. Budget Forms: Bidders are to complete and submit budget forms to provide a detailed 
breakdown of expenses in performing the services as described in this RFP and in the Bidder’s 
proposal.  The budget forms can be found at the following website in the section titled “Rider F 
Budget Forms”: 

 
Budget Form – Cost Settled [http://www.maine.gov/dhhs/contracts/contract-2016/index.html    

 
3. Budget Narrative: Bidders are to include a brief budget narrative to explain the basis for 

determining the expenses submitted on the budget forms.  (Please note: The budget narrative 
will not count against the narrative page limited stated in PART IV, Section A., subsection 3.) 

 
Section IV   Economic Impact within the State of Maine   
 
Using the form in Appendix C, the Bidder is required to describe the Bidder’s recent and anticipated 
economic impact upon and within the State of Maine.  The use of economic impact in making 
contract award decisions is required in accordance with Executive Order 2012-004, which states that 
certain service contracts “…advertised for competitive bid shall include scoring criteria evaluating 
the responding Bidder’s economic impact on the Maine economy and State revenues.” 

 
 

http://www.maine.gov/dhhs/contracts/contract-2016/index.html
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Section V   Required Proposal Attachments   
               

The following documents must be attached to the back of each Bidder’s proposal in the order as 
numbered below.  The required documents will be reviewed and rated by the Department’s 
evaluation team. 
 

1. Statement of Qualifications 
2. List of Governing Body 
3. Current Litigation 
4. Articles of Incorporation 
5. Maine Licensure 
6. Certificate of Insurance 
7. Description of similar projects and contact information  
8. Organization chart 
9. Resumes and/or job descriptions 
10. Staffing Plan 
11. Financial documentation (Part IV.C. Section I.7) 
12. Manual – Table of Contents 
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PART V  PROPOSAL EVALUATION AND SELECTION 
 
Evaluation of the submitted proposals shall be accomplished as follows: 

 
A. Evaluation Process - General Information 

 
1. An evaluation team, comprised of qualified reviewers, will judge the merits of the proposals 

received in accordance with the criteria defined in the RFP, and in accordance with the most 
advantageous cost and economic impact considerations (where applicable) for the State. 

2. Officials responsible for making decisions on the selection of a contractor shall ensure that the 
selection process accords equal opportunity and appropriate consideration to all who are capable 
of meeting the specifications.  The goals of the evaluation process are to ensure fairness and 
objectivity in review of the proposals and to ensure that the contract is awarded to the Bidder 
whose proposal best satisfies the criteria of the RFP at a reasonable/competitive cost. 

3. The Department reserves the right to communicate and/or schedule interviews/presentations with 
Bidders if needed to obtain clarification of information contained in the proposals received, and 
the Department may revise the scores assigned in the initial evaluation to reflect those 
communications and/or interviews/presentations.  Interviews/presentations are not required, and 
changes to proposals will not be permitted during any interview/presentation process. Therefore, 
Bidders should submit proposals that present their costs and other requested information as 
clearly and completely as possible.   
 

B. Scoring Weights and Process 
 

1. Scoring Weights: The score will be based on a 100 point scale and will measure the degree to 
which each proposal meets the following criteria. 
 
Section I.  Organization Qualifications and Experience (25 points)  
Includes all elements addressed above in Part IV, Section I. 
  
Section II.   Specifications of Work to be Performed (35 points)   
Includes all elements addressed above in Part IV, Section II. 
 
Section III.  Cost Proposal (30 points)   
Includes all elements addressed above in Part IV, Section III. 
 
Section IV.  Economic Impact within the State of Maine (10 points)  
Includes all elements addressed above in Part IV, Section IV. 

a. Recent Economic Impact (5 points) 
b. Projected Economic Impact (5 Points) 

 
2. Scoring Process:  The review team will use a consensus approach to evaluate the bids.  

Members of the review team will not score the proposals individually but instead will arrive at a 
consensus as to assignment of points on each category of each proposal.  The contract award(s) 
will be made to the Bidder(s) receiving the highest number of evaluation points, based upon the 
proposals’ satisfaction of the criteria established in the RFP.  The Cost and Economic Impact 
sections will be scored according to a mathematical formulas described below. 
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3. Scoring the Cost Proposal: The total cost proposed for conducting all the functions specified in 
this RFP will be assigned a score according to a mathematical formula.  The lowest bid will be 
awarded 25 points Proposals with higher bids values will be awarded proportionately fewer 
points calculated in comparison with the lowest bid. 

  
The scoring formula is: 
 
(Lowest submitted cost proposal / Cost of proposal being scored) x 25 = pro-rated score 
 
The remaining five (5) points allocated to the Cost Proposal will be used to evaluate the 
responsiveness of the narrative material and supporting documentation contained with this 
section including: accuracy and reasonableness (assumptions used in calculating the costs), 
budget and financial stability.   
 
No Best and Final Offers: The State of Maine will not seek a best and final offer (BAFO) from 
any Bidder in this procurement process.  All Bidders are expected to provide their best value 
pricing with the submission of their proposal.  

 
4. Scoring the Economic Impact: The Economic Impact for this RFP will be assigned a score 

according to a mathematical formula.   
 

Recent Economic Impact: The highest recent economic impact will be awarded 5 points.  
Proposals with lower recent economic impact will be awarded proportionately fewer points 
calculated in comparison with the highest impact. 
  
The Recent Economic Impact scoring formula is: 
 
(Recent Economic Impact proposal being scored / Highest submitted recent Economic Impact 
proposal) x 5 = pro-rated score 
 
Projected Economic Impact*: The highest projected economic impact will be awarded 5 points.  
Proposals with lower projected economic impact will be awarded proportionately fewer points 
calculated in comparison with the highest projected economic impact. 
 
The Projected Economic Impact scoring formula is: 
 
(Projected Economic Impact proposal being scored / Highest submitted projected Economic 
Impact proposal) x 5 = pro-rated score 
 
*Projected Economic Impact is to be based solely on the resulting contract should the Bidder be 
awarded the contract for these services. 
 
Please note: If the State determines that the Bidder’s recent and/or projected economic impact 
information is deemed to be substantially inaccurate, then the State may not award any points for 
economic impact to that Bidder for the applicable section(s). 
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5. Negotiations: The Department reserves the right to negotiate with the successful Bidder to 
finalize a contract at the same rate or cost of service as presented in the selected proposal.  Such 
negotiations may not significantly vary the content, nature or requirements of the proposal or the 
Department’s Request for Proposals to an extent that may affect the price of goods or services 
requested.  The Department reserves the right to terminate contract negotiations with a selected 
respondent who submits a proposed contract significantly different from the proposal they 
submitted in response to the advertised RFP.  In the event that an acceptable contract cannot be 
negotiated with the highest ranked Bidder, the Department may withdraw its award and negotiate 
with the next-highest ranked Bidder, and so on, until an acceptable contract has been finalized.  
Alternatively, the Department may cancel the RFP, at its sole discretion. 
 

C. Selection and Award 
 

1. The final decision regarding the award of the contract will be made by representatives of the 
Department subject to approval by the State Purchases Review Committee. 

2. Notification of contractor selection or non-selection will be made in writing by the Department. 
3. Issuance of this RFP in no way constitutes a commitment by the State of Maine to award a 

contract, to pay costs incurred in the preparation of a response to this request, or to pay costs 
incurred in procuring or contracting for services, supplies, physical space, personnel or any other 
costs incurred by the Bidder.  

4. The Department reserves the right to reject any and all proposals or to make multiple awards.  
 

D. Appeal of Contract Awards  
 

Any person aggrieved by the award decision that results from this RFP may appeal the decision to the 
Director of the Bureau of General Services in the manner prescribed in 5 MRSA § 1825-E and 18-554 
Code of Maine Rules, Chapter 120 (found here: http://www.maine.gov/purchases/policies/120.shtml).  
The appeal must be in writing and filed with the Director of the Bureau of General Services, 9 State 
House Station, Augusta, Maine, 04333-0009 within 15 calendar days of receipt of notification of 
contract award. 
 

http://www.maine.gov/purchases/policies/120.shtml
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PART VI CONTRACT ADMINISTRATION AND CONDITIONS 
 

A. Contract Document 
 

1. The successful Bidder will be required to execute a contract in the form of a State of Maine 
Agreement to Purchase Services (BP54).  A list of applicable Riders is as follows: 

 
 Rider A: Specification of Work to be Performed 
 Rider B: Method of Payment and Other Provisions 
 Rider C: Exceptions to Rider B  
 Rider D: Additional Requirements 
 Rider E:  Program Requirements 
 Rider G: Identification of Country in Which Contracted Work Will Be Performed 
 
 The complete set of standard BP54 contract documents may be found on the Division of 

Purchases website at the following link: http://www.maine.gov/purchases/info/forms/BP54.doc 
 
 Other forms and contract documents commonly used by the State can be found on the Division 

of Purchases website at the following link: http://www.maine.gov/purchases/info/forms.html  
 
2. Allocation of funds is final upon successful negotiation and execution of the contract, subject to 

the review and approval of the State Purchases Review Committee.  Contracts are not considered 
fully executed and valid until approved by the State Purchases Review Committee and funds are 
encumbered.  No contract will be approved based on an RFP which has an effective date less 
than fourteen (14) calendar days after award notification to Bidders.  (Referenced in the 
regulations of the Department of Administrative and Financial Services, Chapter 110, § 3(B)(i):  

 http://www.maine.gov/purchases/policies/110.shtml 
 
 This provision means that a contract cannot be effective until at least 14 days after award 

notification. 
 
3. The Department estimates having a contract in place by January 1, 2016.  The State recognizes, 

however, that the actual contract effective date depends upon completion of the RFP process, 
date of formal award notification, length of contract negotiation, and preparation and approval by 
the State Purchases Review Committee.  Any appeals to the Department’s award decision(s) may 
further postpone the actual contract effective date, depending upon the outcome.  The contract 
effective date may need to be adjusted, if necessary, to comply with mandated requirements. 

 
4. In providing services and performing under the contract, the successful Bidder shall act 

independently and not as an agent of the State of Maine. 
 

B. Standard State Agreement Provisions 
 

1. Agreement Administration 
a. Following the award, an Agreement Administrator from the Department will be appointed to 

assist with the development and administration of the contract and to act as administrator 

http://www.maine.gov/purchases/info/forms/BP54.doc
http://www.maine.gov/purchases/info/forms.html
http://www.maine.gov/purchases/policies/110.shtml
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during the entire contract period.  Department staff will be available after the award to 
consult with the successful Bidder in the finalization of the contract.  

b. In the event that an acceptable contract cannot be negotiated with the highest ranked Bidder, 
the Department may withdraw its award and negotiate with the next-highest ranked Bidder, 
and so on, until an acceptable contract has been finalized.  Alternatively, the Department may 
cancel the RFP, at its sole discretion. 

 
2.   Payments and Other Provisions 

The State anticipates paying the Contractor on the basis of net 30 payment terms, upon the 
receipt of an accurate and acceptable invoice.  An invoice will be considered accurate and 
acceptable if it contains a reference to the State of Maine contract number, contains correct 
pricing information relative to the contract, and provides any required supporting documents, as 
applicable, and any other specific and agreed-upon requirements listed within the contract that 
results from this RFP.
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PART VII LIST OF RFP APPENDICES AND RELATED DOCUMENTS 
 

1. Appendix A - State of Maine Proposal Cover Page  
 
2. Appendix B - Cost Proposal Form  

 
3. Appendix C - Economic Impact Form 

 
4. Appendix D - Sample Crisis Plan with Instructions 

 
5. Appendix E - Appeal Deposit Refund Form 
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PART VIII APPENDICES 
Appendix A 

 
State of Maine  

Department of Health and Human Services 
PROPOSAL COVER PAGE 

RFP# 201506113 
STATEWIDE CRISIS TELEPHONE RESPONSE 

 
 

Bidder’s Organization Name: 
Chief Executive - Name/Title: 
Tel: Fax: E-mail: 
Headquarters Street Address: 
 
Headquarters City/State/Zip: 
 
(provide information requested below if different from above) 
Lead Point of Contact for Proposal - Name/Title: 
Tel: Fax: E-mail: 
Street Address: 
 
City/State/Zip: 
 

 
Proposed Cost:  
The proposed cost listed above is for reference purposes only, not evaluation purposes.  In the event 
that the cost noted above does not match the Bidder’s detailed cost proposal documents, then the 
information on the cost proposal documents will take precedence. 

 
• This proposal and the pricing structure contained herein will remain firm for a period of 180 days 

from the date and time of the bid opening. 
• No personnel currently employed by the Department or any other State agency participated, 

either directly or indirectly, in any activities relating to the preparation of the Bidder’s proposal. 
• No attempt has been made or will be made by the Bidder to induce any other person or firm to 

submit or not to submit a proposal. 
• The undersigned is authorized to enter into contractual obligations on behalf of the above-named 

organization.   
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Debarment, Performance, and Non-Collusion Certification 
 
By signing this document I certify to the best of my knowledge and belief that the aforementioned 
organization, its principals, and any subcontractors named in this proposal: 

a. Are not presently debarred, suspended, proposed for debarment, and declared ineligible or voluntarily 
excluded from bidding or working on contracts issued by any governmental agency. 

b. Have not within three years of submitting the proposal for this contract been convicted of or had a 
civil judgment rendered against them for: 

i. fraud or a criminal offense in connection with obtaining, attempting to obtain, or performing a 
federal, state or local government transaction or contract. 

ii. violating Federal or State antitrust statutes or committing embezzlement, theft, forgery, 
bribery, falsification or destruction of records, making false statements, or receiving stolen 
property; 

iii. are not presently indicted for or otherwise criminally or civilly charged by a governmental 
entity (Federal, State or Local) with commission of any of the offenses enumerated in 
paragraph (b) of this certification; and 

iv. have not within a three (3) year period preceding this proposal had one or more federal, state 
or local government transactions terminated for cause or default. 

c. Have not entered into a prior understanding, agreement, or connection with any corporation, firm, 
or person submitting a response for the same materials, supplies, equipment, or services and this 
proposal is in all respects fair and without collusion or fraud. The above mentioned entities 
understand and agree that collusive bidding is a violation of state and federal law and can result in 
fines, prison sentences, and civil damage awards. 

Failure to provide this certification may result in the disqualification of the Bidder’s proposal, at the 
discretion of the Department. 
 
To the best of my knowledge all information provided in the enclosed proposal, both programmatic and 
financial, is complete and accurate at the time of submission. 
 
 

Name:  Title: 

 
Authorized Signature:  Date: 
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Appendix B 
 

State of Maine  
Department of Health and Human Services 

COST PROPOSAL FORM 
RFP# 201506113 

STATEWIDE CRISIS TELEPHONE RESPONSE 
 
 
Bidder’s Organization Name: ______________________________________________________________ 
 
 
Bidders are to complete and submit budget forms to provide a detailed breakdown of expenses in 
performing the services as described in this RFP and in the Bidder’s proposal.  The budget forms can be 
found at the following website in the section titled “Rider F.” Bidders are to use the “Budget Form - Cost 
Settled” and accompanying instructions: 
http://www.maine.gov/dhhs/contracts/contract-2016/index.html 
 
 

http://www.maine.gov/dhhs/contracts/contract-2016/index.html
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Appendix C 
 

State of Maine 
Department of Health and Human Services 

ECONOMIC IMPACT FORM 
RFP# 201506113 

STATEWIDE CRISIS TELEPHONE RESPONSE 
 
Instructions 

 
In addition to all other information requested within this RFP, each Bidder should complete the tables below 
to quantify the Bidder’s economic impact upon and within the State of Maine.  The use of economic impact 
in making contract award decisions is outlined in Executive Order 2012-004, which states that certain 
contracts “…advertised for competitive bid shall include scoring criteria evaluating the responding Bidder’s 
economic impact on the Maine economy and State revenues.” 
 
For the purposes of this RFP, the term “economic impact” shall be defined as the “Economic Impact 
Factors” listed in the table below.  To complete the “economic impact” section of the Bidder’s response, the 
Bidder shall provide the information requested, describing the Bidder’s recent economic impact with the 
State of Maine and, separately, the projected economic impact with the State of Maine that would 
specifically result from the awarded contract only, should the Bidder be selected. 
 
 
 Recent Economic Impact (past 12-month period)            
 

Economic Impact Factors 
Factors 

Expressed in 
Dollars 

Salaries paid to Maine residents in past 12-month period $ 
Payments made to Maine-based subcontractors in past 12-month period $ 
Payments of State and local taxes in Maine within past 12-month period $ 
Payments of State licensing fees in Maine within past 12-month period $ 

Total Recent Economic Impact $ 
 
 Projected Economic Impact (future 12-month period following contract award)    
 

Economic Impact Factors 
Factors 

Expressed in 
Dollars 

Salaries to be paid to Maine residents in future 12-month period $ 
Payments to be made to Maine-based subcontractors in future 12-month period $ 
Payments of State and local taxes in Maine to be made in future 12-month period $ 
Payments of State licensing fees in Maine to be made in future 12-month period $ 

Total Projected Economic Impact only from awarded contract, if selected  $ 
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For the tables above, the following definitions are provided: 
• “Maine resident”: any person whose primary residence is located within the State of Maine. 
• “Maine-based”: any organization whose primary operations are located within the State of Maine. 
• “Past 12-month period”: the past 12-months, starting on the date that the RFP was publicly released. 
• “Future 12-month period”: a projection for the future 12-month period, starting upon the “Estimated 

Contract Start Date” (PART III, A. of RFP). 
 
Certification Statement 
To the best of my knowledge, all information provided in the State of Maine Economic Impact Form is 
complete and accurate at the time of submission and I confirm that I am authorized to make such a 
determination on behalf of my organization. 
 

Name:  Title: 

 

Authorized Signature:  Date: 

 
 
 
 
 
 



 

36 
 

Appendix D 
 

State of Maine 
Department of Health and Human Services 

CRISIS PLAN WITH INSTRUCTIONS 
RFP# 201506113 

STATEWIDE CRISIS TELEPHONE RESPONSE 
 
 
The purpose of this document is for you to create a plan you and or your providers can access when you are having a hard time. 
The best time to work on this document is when you are doing well. While those may not be the times you want to think about 
crisis, it can be beneficial for you should you ever need to access crisis services in the future. You can fill this out alone or in 
conversation with someone else. This is simply a guide, it is YOUR crisis plan, use it however you would like .This “Crisis Plan 
with Instructions” may help you answer many of the questions.  
 
Name: 
Address: 
Phone #: 
Birthdate:   
Gender:     Female          Male          Transgendered 
 
Emergency Contact: Who would you  like to have notified if you are having a hard time? Are there limits you would like set 
around this? For example, “I would like you to call my emergency contact if I can’t speak for myself, however, if you are able to 
converse with me, please ask my permission to contact this person. ~or~ only contact this person if my life is at risk.” 
 
Health Needs: Are there things in regards to your health that you need to be mindful about? For instance if you have dietary 
arrangements, or allergies? Perhaps you have a c-pap breathing machine. These are things you should consider when you think 
about your needs when you are in crisis. 
 
Directions to Home: This is helpful if you give your plan to a crisis team, peer organization, or others who may come to your 
home to support you. 
 
Service Providers: Who are the “professionals” in your life? Are there some you want contacted when you are in crisis? Are 
there some you may need support around contacting? 
 
Pets: If you have pets, what are the arrangements if you have to be away from home? 
 
Children: If you have children living with you, what are the arrangements if you’re having a hard time or have to be away from 
home?  
 
Cultural Heritage/Spirituality: Is there something about your culture you’d like to share? Is there something that would be 
important for someone who’s giving you support to know? 
 
Describe what crisis looks and feels like to you?   
What is different in times of crisis than in other times of your life?       

 
Crisis:   Other times in my life: 
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This question is an opportunity to look at what is different between a time of crisis and other times. You can also think of this in 
terms of a “good day” vs. a “bad day” For example – Most days I have to struggle a bit to get out of bed, but I’m able to do it – 
when I’m in crisis it feels like getting up isn’t even an option.  If I’m having a really hard time, it can be helpful to have 
encouragement to get up, sometimes a gentle reminder of how good it feels to get up and move around, feel the sun on my face 
and have some breakfast can really get me going. Thinking about what is helpful on a regular day, may enlighten you about what 
could be helpful during a time of crisis. 
 
When you've been in a crisis situation what kinds of support did you seek?                             What (people, 
places, services) things were the most helpful?  Why? 

 
Support What was helpful? 

  
  
  
  
  
  
 
Make a list of ways you’ve sought help before. Then think about that support and what was the most helpful. Consider all of your 
experiences, for instance, there may have been places that you hated going to, but there was something about it that really 
worked for you. Example: “I didn’t like feeling confined in the hospital, but it was helpful to have people to talk to.” When you’ve 
made your list of what was helpful, it should help you think about what you want to put into place when you are having a difficult 
time. 

 
What are the most difficult feelings for you to 
experience?  Please check the Most difficult 
feelings or add any you don’t see listed here: 

Think about what happens when these feelings 
get overwhelming. Consider the following: What 
does it feel like inside your body? What do you need 
when this happens? What can you do for yourself? 
What has been helpful before?  

Happy  Boredom  
 

Joy  Loneliness  
Sad  Emptiness  
Grief    
Afraid    
Angry    
Rage    

Anxiety    

Overwhelmed    

 
This exercise is an opportunity to think about “feelings.” Often when we have strong feelings it can be a signal that we need to do 
something to “make the feelings go away.” However, what if you could turn that around, and think about a strong feeling as a 
signal to do something different? For instance, consider feeling overwhelmed. “When I’m overwhelmed I feel like giving up, so I 
need to call someone so I don’t hurt myself.” Is it possible to challenge yourself to “sit” with the overwhelming feelings and think 
what the feeling is “telling you?” Are there other feelings involved? How long could you tolerate that before you would need 
someone else to support you? How do you know when it is time to reach out for support? Write about that in the following box. 
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When do you decide to reach out for support? How do you identify when you need to do something 
different? Write about that. 
 
 
 
 
 
 
 
 
 
 
Think about the people around you when you experience crisis. Are there behaviors or actions you take 
that might frighten other people? Please Describe. 
 
 
 
 
 
 
 
 
 
How do you feel about these behaviors? What would you like the people around you to understand 
about this? How would you like them to react? What do you need to hear? Also identify what can make it 
worse, what you don’t want people to do. What do you need to do personally? Write about that. 
 
 
 
 
 
 
 
 
 
 
Sometimes when we’re not doing very well we may say or do things that result in other people feeling uncomfortable or even 
scared. Be honest. Are there things you say, or behaviors you have that have this result? If so, think about what it is you really 
need when this happens. For instance,” When I feel really pressured, I feel short-tempered, and I’ll snap at people. I may stomp 
around, grumble to myself and appear pretty unfocused. I know that I’m feeling out of control, and I need to focus on one task 
and let others focus on everything else. Sometimes its helpful for a person to point out that I’ve snapped at them and ask what is 
going on for me. It is not helpful for someone to snap back at me, or to tell me to stop pacing. I don’t need “directions at that 
point, I need assistance to identify what is happening for me” 
 
Can you identify things that you’re not likely to talk about when you’re in crisis, or “code words” you 
may use? 
 
 
 
 
 
 
 
 
 
 
For example, “When I’m having a hard time I use the word ‘fine’ a lot. When I say “I’m fine” I’m usually feeling really lousy and 
hopeless. I really need for people to push me a little and explain what that means. 
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Are there people in your life who are important to you? (Children, Partner, Friends, Relatives, Clergy, 
Staff) Think about who they are, and who you may want to be in touch with if you’re experiencing crisis, 
or end up getting support other than in your home. List their information here. 

Name Relationship Phone # 
   
   
   
   
   
   
   
 
There are probably many people in your life who are important to you. In this list you may want to list only those you want to be 
in touch with when you’re having a hard time. This can be useful if you stay somewhere other than your home. .You can use this 
list for people you are willing to have visit you. 
 
Are there people from this list who you would want consulted if there was any question of “next steps” 
when you are in crisis.  Name those people. Make sure their contact information is included in the list 
above. 
 
 
 
 
 
 
 
If there is any question about if we are “ok” to stay at home, or go to a friend’s house rather than admission to a program, it can 
be helpful to have people who know us really well whose insight can be valuable If that is true for you, list them here. Make sure 
their contact information is accurate, it may difficult to remember accurate information if you’re having a hard time.  If you have 
this document with you when you’re meeting with a crisis team or hospital staff you can point out that you’d like them to consult 
with people on your list. 
 
Is there anything else you would like people to know or consider when you’re “in crisis”? Is there 
anything else you need to remind yourself about when you’re “in crisis”? 
 
 
 
 
 
 
This final question is an opportunity to say anything that wasn’t covered in the other questions. Remember this is YOUR crisis 
plan. You can write anything you want. Also remember – if you want people in your life to honor your requests when you’re 
having a hard time, you may want to share this with them. However, it is your personal decision whether you share this or not. 
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Appendix E 
 

State of Maine 
Department of Health and Human Services 

APPEAL DEPOSIT REFUND FORM 
RFP# 201506113 

STATEWIDE CRISIS TELEPHONE RESPONSE 
 

Instructions 
 
Each Bidder is to provide an address below they wish to have the appeal deposit refund sent to.  If this 
address is the same as either address provided on the Proposal Cover Page (Appendix A), Bidders are still 
required to complete this form and include it, along with the appeal deposit check, in a sealed envelope with 
their proposal. 
 

 
 

Bidder’s Organization Name: 

Attention to: 

Mailing Address (Street or P.O. Box): 

City: State: Zip Code: 
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